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Appendix O

CAHPS® for ACOs Survey
ACO-9 Instructions and CATI Script

Instructions for Conducting the Survey via CATI

Overview

This telephone interview script is provided to assist interviewers while attempting
to administer the CAHPS for ACOs Survey.

Instructions for Survey Vendors:

The scripts provided in this document use the same questions as those
found in the mail version of the CAHPS for ACOs Survey

To ensure comparability, neither an ACO nor a survey vendor may
change the wording of the survey questions, the response categories, or
the order of the questions in any of the surveys

All text that appears in lowercase letters must be read out loud

For all questions that use “Never/Sometimes/Usually/Always” response
scale, the interviewer should say “Would you say...” before reading the
response options to the respondent

Text within a question that is in one of the following styles: underlined, or
bolded, or highlighted, or IN UPPERCASE LETTERING, or italicized
must be emphasized

Words that appear in < > are instructions or for informational purposes
only and must not be read aloud

‘DON'T KNOW” and “REFUSED” answer categories appear in uppercase
and within < > and should not be read to the respondent, but may be used
for coding a response

Text that appears within parentheses and in both (UPPERCASE
LETTERING AND ITALICIZED) indicate instructions for the interviewer
regarding optional items. These instructions are not to be read aloud.
Example: (READ RESPONSE OPTIONS ONLY IF NECESSARY).

Text that appears within [SQUARE BRACKETS] are used to show
programming instructions that must not actually appear on electronic
telephone interviewing system screens

Only one language must appear on the electronic interviewing system
screen
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Some items can and should be skipped by certain beneficiaries

o Dependent questions that are appropriately skipped should be

coded as “88-NOT APPLICABLE”

Skip patterns should be programmed into the electronic telephone
interviewing system. For example, if a beneficiary answers “No” to a
screener question, the program should skip and go to the next screener
guestion. The dependent questions between the screener questions must
then be coded as “88-NOT APPLICABLE”. Coding may be done
automatically by the telephone interviewing system or later during data
preparation.
When a response to a screener question is not obtained (“98-DON'T
KNOW” or “99-REFUSED” are considered responses), the screener
guestion and any questions in the skip pattern should be coded as “M-
MISSING.” In this case, the telephone interviewing system should be
programmed to skip the dependent question(s) and go to the next
screener question. Coding may be done automatically by the telephone
interviewing system or later during data preparation.
When a respondent suspends an interview and does not resume, the
unanswered screener questions should be coded “M — Missing.”
Survey vendors may not underline or use bold letters to emphasize words
or questions other than what is already included in the final version of the
guestionnaires provided by CMS
Please note that the telephone script contains two questions from the
guestionnaires that ask about receiving assistance (proxy respondent).
The questions “Did someone help you complete this survey?” and “How
did that person help you?” are to be completed by the interviewer based
on the respondent’s (or proxy’s) role during the interview.

o These two questions about proxy respondents may be placed after

the END screen

In the event that a beneficiary is unable to complete the interview
himself/herself, a proxy interview may be conducted provided the
telephone interviewer is able to identify a suitable proxy respondent
(someone who knows the beneficiary well and is able to answer health
related questions about the beneficiary accurately). However, the
telephone interviewer must obtain the beneficiary’s permission to have a
proxy respondent assist them with the interview or complete the interview
for them. If the interviewer is unable to speak to the beneficiary directly in
order to identify a proxy respondent and obtain his/her permission to do
the interview for them, they must not proceed with the interview. The CATI
introductory script includes a script for identifying and obtaining consent to
complete a proxy interview, as well as a reminder for the proxy respondent
to answer the survey questions about the beneficiary.
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< To ensure that proxy respondents answer survey questions about the
beneficiary, all proxy survey questions must be reworded to reference the
selected beneficiary:

EXAMPLES:

Q4 In the last 6 months, how many times did [BENEFICIARY NAME] visit
this provider to get care for [himself/herself]? Would [he/she] say:

Q45 In the last 6 months, did [BENEFICIARY NAME] try to make any
appointments with specialists?

These next questions are about [BENEFICIARY NAME] and will help us to
describe the people who participate in this survey.

Q57 In general, how would [BENEFICIARY NAME] rate [his/her] overall
health? Would [he/she] say:

Instructions for Telephone Interviewer

« Interviewers must ask the survey questions and record the respondent’s
responses in a standardized and consistent way, probing as necessary

e Suggested probes are indicated by (PROBE “IF NEEDED: TEXT IS IN
ALL UPPER CASE LETTERING.”

« Characters in < > are instructions or for informational purposes only and
must not be read aloud

« Text that appears within parentheses and in both (UPPERCASE
LETTERING AND ITALICIZED) indicate instructions for the interviewer
regarding optional items. These instructions are not to be read aloud.
Example: (READ RESPONSE OPTIONS ONLY IF NECESSARY)

- “‘DONT KNOW” and “REFUSED” answer categories appear in uppercase
and within < > and should not be read to the respondent, but may be used
for coding a response

« Interviewers should read aloud all text that appears in lowercase letters

» Text within a question that is in one of the following styles: underlined, or
bolded, or highlighted, or IN UPPER CASE LETTERING, or italicized
must be emphasized by the interviewer

- Interviewers must follow basic interviewing conventions such as:

o Conducting the interview in a neutral and unbiased fashion

o Probing for complete answers in a neutral and professional
manner

o Reading all questions, transition phrases, and response
options exactly as written
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Reading all response options in lowercase

Maintaining the integrity of the questionnaire content by asking
each question consistently and in the correct order, and without
skipping any questions inappropriately

Recording responses accurately

Reading questions at an appropriate speed (at a normal
pace, neither too fast, nor too slow)

Repeating questions as necessary

Interviewers should avoid assuming answers ahead of time, interpreting
answers provided, or suggesting answers

Interviewers should avoid giving their opinion, even when asked; Interviewers
should provide positive but neutral feedback to maintain cooperation and to
show appreciation for the respondent’s contribution of time and effort.
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CATI SCRIPT — NATIONAL IMPLEMENTATION SURVEY

<THE PURPOSE OF THE INTRO1 SCREEN IS TO PROTECT THE PRIVACY OF
THE SAMPLED PERSON (SP). THE INTERVIEWER DOES NOT PROVIDE DETAILS
ABOUT THE SURVEY UNTIL HE/SHE IS SPEAKING WITH THE SAMPLED
PERSON. AT NO POINT DOES THE INTERVIEWER MENTION A PROVIDER
NAME TO ANYONE OTHER THAN THE SAMPLED MEMBER. IN ADDITION, NO
MESSAGES ARE TO BE LEFT ON AN ANSWERING MACHINE OR VOICE MAIL.>

INTRO1
#84F | A LL5E [BENEFICIARY NAME] BBESES 7

IF NEEDED: ZRITEEXR , SEEBM —+ K B Medicare 2 Medicaid RIEF L , LFE
CMS 9 Walter Stone £EHKE,

1 YES [GO TO INTROZ]

2 SP NOT AVAILABLE RIGHT NOW [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4 SP NEEDS SPANISH LANGUAGE INTERVIEW [SET LANGUAGE]

5  SP NEEDS CANTONESE INTERVIEW [SET LANGUAGE]

6 SP NEEDS KOREAN INTERVIEW [SET LANGUAGE]

7 SP NEEDS MANDARIN INTERVIEW [SET LANGUAGE]

8 SP NEEDS RUSSIAN INTERVIEW [SET LANGUAGE]

9  SP NEEDS VIETNAMESE INTERVIEW [SET LANGUAGE]

10  SP NEEDS PORTUGUESE INTERVIEW [SET LANGUAGE]

11  SPISTOOILL [GO TO PROXY1]

12  SP IS DECEASED [GO TO NON-INTERVIEW
SCREEN]

13 OTHER NON-INTERVIEW [GO TO NON-INTERVIEW
SCREEN]

PROXY1

HITEFER , R1EFE[BENEFICIARY NAME]Z IN—IBEHR |, SAEK ( fb/it ) BB RER
BRo (fu/ith ) WUMEEEEANRSEK (fiv/ith ) TREEHB. REZEFM [BENEFICIARY
LAST NAME] ( %t4/AK ) K—TiEHE,

1 YES [GO TO PROXY2]

2 NO [GO TO NON-INTERVIEW
SCREEN]

3 REFUSAL [GO TO REFUSAL MODULE]
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PROXY2

K% FU [INTERVIEWER NAME]
CMS ITEFER , BB ESM—EERAEEB

LUES

KX & Medicare B2 Medicaid FRI =4 , i 2
L6 EAEBEENEBELINGSE,

SEEMBITERIERBAE , BAUKRATRINPREECLOEBE. NREES
CEETRIERMAE , AU RRATBIIHBPRAE

18325, EEALARBEENE

W, EEHAERDZAREEBRE 6 BALZEEBENEBLNEE,

BATUNUEBEOEFENEE , IRAEL

YES, HELP WITH INTERVIEW

[GO TO PROXY3]
[GO TO PROXYA4]

1

2 YES, DO INTERVIEW FOR SP

3 NO [GO TO NON-INTERVIEW
SCREEN]

4 REFUSAL [GO TO REFUSAL MODULE]

PROXY3
REARLEEVEBEN AU ESF ?

ENTER NAME:
ERAREETRE?

1 YES [GO TO INTROZ]

2 NO, CALL BACK [GO TO CALLBACK MODULE]

[NEED TO INDICATE THIS IS
ASSISTED INTERVIEW]

[GO TO NON-INTERVIEW
SCREEN]

[GO TO REFUSAL MODULE]

3 SP UNABLE TO CONTINUE

4 REFUSAL

6 Centers for Medicare & Medicaid Services
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PROXY4
EBAREERE?

ENTER NAME:

BREBEFEBBEMNARENA?

1 YES [GO TO PROXY5]

2 NO, CALL BACK [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4  SP UNABLE TO CONTINUE [GO TO NON-INTERVIEW
SCREEN]

PROXY5

[INAME ENTERED IN PROXY4] BEEZBKREZE 2

BUALTREREERBE?

1 YES [GO TO PROXYS6]

2 NO, CALL BACK [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4 SP UNABLE TO CONTINUE [GO TO NON-INTERVIEW
SCREEN]

Centers for Medicare & Medicaid Services
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PROXY6
( A F U [INTERVIEWER NAME] , E 3% Medicare B2 Medicaid lRFE#H0 , 25

2 CMS {TEE%K , ME L2 —1845E [BENEFICIARY NAME] £i8% 6 A X584
*ﬂ%iﬂ"]%lﬁnﬁo )

CMS EHR#TEEFAEMI , HLEHE Medicare ZF 5 A HEI3EB Medicare SEIM
EEMNREEHNEREER, [BENEFICIARY LAST NAME] ( £4/AK ) WBEFZRKRE
& [PROVIDER NAME] WA EFREMELN, RES8E (/i) HEE , AERAR
(/3 ) [EIZEIREL R ERE,

BEAEMEENREENLE , SRES MBS NE A~ 2E [BENEFICIARY LAST
NAME] ( 5£4£/AK ) B9 Medicare ERIEEMAEE. EHEFABNEE 20 2ENEE , 1B
BSHENERERME,

BR T EEBEEMNERI , [VENDOR NAME] T 21i$ & A IZ RN CMS AEUAKE
A9 Z, [BENEFICIARY LAST NAME] ( %4/AK ) WELESRSE (it ) BEEE
HEMARBTISE RENERNER,

BRERERZFLEBES ?

USE FAQs TO ANSWER QUESTIONS ABOUT THE SURVEY

1 YES [GO TO REMIND]

2 NO [GO TO CALLBACK MODULE]
3 REFUSAL [GO TO REFUSAL MODULE]
REMIND

BIEQZE X ENEIRER | FBC BB R TS [BENEFICIARY LAST NAME]
( RE/RK ) BE, BERE (it ) ZEBEREBETHEEREZEE,

[GO TO MONITOR]
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INTRO2
(FEBE FW [INTERVIEWER NAME] , #fX%*& Medicare B2 Medicaid lRIE L , hB 2

CMS TEFER , BFLSN-—HEEEERE 6 BAEZEEENBLNF[E. ).

CMS EE#ITEERAEMIE , FLEEE Medicare Z 2 A B #1{93E 1B Medicare FFEZ|
HEBNRELCRNERZER, ZNEFRMEE [PROVIDER NAME] A E a2
HE,

EEREHEBREENLE | SRESSMRFSMBTEHEMN Medicare BRGEM
P8, EEFENEE 20 HENEYE  BEISENRBTHE.

BRTSEFERENE RS , The Center for the Study of Services T &R E T EE R E
) CMS ABUANERASE, EHNBLARSHEEANEEEENHMBABTEEREN
ERIE=R,

FBREHERELERE 2

USE FAQs TO ANSWER QUESTIONS ABOUT THE SURVEY

1 YES [GO TO MONITOR]

2 NO, CALL BACK [GO TO CALLBACK MODULE]

3 REFUSAL [GO TO REFUSAL MODULE]

4 SP NEEDS SPANISH LANGUAGE INTERVIEW [SET LANGUAGE]

5  SP NEEDS CANTONESE INTERVIEW [SET LANGUAGE]

6  SP NEEDS KOREAN INTERVIEW [SET LANGUAGE]

7 SP NEEDS MANDARIN INTERVIEW [SET LANGUAGE]

8  SP NEEDS RUSSIAN INTERVIEW [SET LANGUAGE]

9  SP NEEDS VIETNAMESE INTERVIEW [SET LANGUAGE]

10  SP NEEDS PORTUGUESE INTERVIEW [SET LANGUAGE]

11  SPISTOO ILL [GO TO PROXY1]

12 OTHER NON-INTERVIEW [GO TO NON-INTERVIEW
SCREEN]

MONITOR

EEMARBzE , REESHE , BNETETRSERnELHNRREREBER,

<START INTERVIEW>
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Q1
R HREREEIB—{UEWPROVIDER NAME|H B SRR IR 1L &,

rlr=?
1 =
2 o [GO TO Q36 Intro]
98 <DON'T KNOW> [GO TO Q36 Intro]
99 <REFUSED> [GO TO Q36 Intro]

M [MISSING]

Q2 Intro
ERESNEEEHPROVIDER NAME] B A TEUERRBIRME, . FERBEER

BA.

(i

Q2
EVERREREHERLEEERR. SHRERENESR  IREFIAZEREEETE

HEERBIRMHER ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =)

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q3
BEBEENEERABIEHEZAT ? KER :
1 T2 6 @A

2 ED6EA, ETE1F
3 EP1%5  BFEF
4 EL3F , BFESF

5 5 F5

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q4 Intro
EXAEREHREEENEEREE, FYOREEERFESNEE, F2ELETEW
/A;io

Q4
EBEGEAR , BELAXATHCHWEERLFENEERRBIRME 2 /il
0 & [GO TO Q36 Intro]

1 1R

2 2R

3 3R

4 4R

5 5F9)X

6 10 kB 10 k2L E

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q5

FEBE6EAH, 4‘3%%\%’#&% TEEVHEENRE. SEIARH/RMITEFIEN
BERFRRBRIEHENNLENZ ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 B [GO TO Q7]

88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q7]

99 <REFUSED> [GO TO Q7]

M [MISSING]

Q6
EBE6EATS , ERRAMNFEENEEMITERIENERFREEAESHPRL
LS %%E%EH VREBND ? 8RR

1 X
2 B
3 BE
4 2

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q7
EBZ6EAT , KREBAENERRERERERNBERIFITEE? (READ
ANSWER CHOICES ONLY IF NEEDED)

1 =

2 B [GO TO Q9]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q9]
99  <REFUSED> [GO TO Q9]

M [MISSING]

Q8
KHiBx6 @AY , ERRENERRBREAERNVUERIGITEER K SEEFER

TABEND 2 BER
VA

1 ’x
2 HE
3 BE
4 R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q9
EBE6EAT , KREEEENEBRRBREAENLENEFEMKEITERABE

#RE ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 B [GO TO Q11]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q11]
99  <REFUSED> [GO TO Q11]
M [MISSING]

12
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Q10
EBE6EATS  ELEEMNEBRRBEHMERLENER LMKEITEFEABERE
5

B, SEEEXRGIEE ? L8R
1 xR
2 B
3 BE
4 R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q11
EBE6 AR , BRAEEEENEERRBRIEHAENNHAZE T R EFHEEER

72 ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 & [GO TO Q13]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q13]
99  <REFUSED> [GO TO Q13]

M [MISSING]

Q12
EBE6EAR , AEENERREREENHAETE TH 2RI EFEABERBER

ZEREFERUZBIEE ?

1 S
2 B
3 BE
4 R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q13

FREHIFERDENREENEE, EBE6 @AY , ESEENLREMN 156 58

AREENVERFREREE ?ERAR

1 xR
2 B
3 BE
4 R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q14
EBE6EAH , ENERREBRUELEAZEIEBN AXOLHBESE? £
1 xR
2 p=g=
3 BE
4 P

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q15

EBE6EAH , ENEBRREBRHEESEFHELRGE ? L8R -
1 S

2 B

3 BE

4 R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q16
EBECEAT , LREFNENEBRRBRAEXBEMNRREENER ? (READ
ANSWER CHOICES ONLY IF NEEDED)

1 =

2 & [GO TO Q18]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q18]
99  <REFUSED> [GO TO Q18]

M [MISSING]

Q17
EBE6EAYF , ENBERRERHEESEHHELEERESBEROARMZESE

MWER? BER

1 ’x
2 p=gi=d
3 BE
4 R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q18
EBEG6EAF , ENBRRERUESETSERAELREFNEZEF ? L8R -
1 X

2 B

3 BE

4 2

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Centers for Medicare & Medicaid Services
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Q19
EBE6EAT , ENBREREBEAESEFHLERNBERTEE? 828R !

1 xR
2 B
3 BE
4 R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q20
EBE6 AT , ENERRERUESEARCANBEBRALEDS ? L8R .
1 xR
2 B
3 BE
4 P

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q21
EBE6EAT , ENEBRREREERSALLETRIN., X XHHE S ?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 & [GO TO Q23]
88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q23]
99  <REFUSED> [GO TO Q23]

M [MISSING]
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Q22
EBRE6EADR , EENEERBIEMEALCTHRM. X XHEMBERE R WATAS

SEBECREHFERBER ? ERAR .

1 xR
2 B
3 BE
4 R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q23
EBE6 AR , BHNENERRERUEREEHABERNKIFILFRAREERE?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 = [GO TO Q27]
88 [NOT APPLICABLE]

98 <DON'T KNOW> [GO TO Q27]
99 <REFUSED> [GO TO Q27]

M [MISSING]

Q24
ERNENERREBRUESTHRBETRERAREENRR ?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 &

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]
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Q25

EBAENEBERBREHERSHKBETRTERAEERENERE ? (READ ANSWER
CHOICES ONLY IF NEEDED)

1

=
2 &
88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
Q26
ELNEVERRREREXRBREIFLEAREREFER  ENBRRBREHERS
ERERAEREERIF ? (READ ANSWER CHOICES ONLY IF NEEDED)
1 =
2 &
88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>
M  [MISSING]
Q27
EBE6 AT , ENMEVERRBIEHERSKBEZIFNINEMEENEREF ?
(READ ANSWER CHOICES ONLY IF NEEDED)
1 =
2 & [GO TO Q31]
88  [NOT APPLICABLE]
98  <DON'T KNOW> [GO TO Q31]
99  <REFUSED> [GO TO Q31]
M  [MISSING]
Q28

EMEVERREEHRERDTH

BETREBEIFNNEREEZFNRE? (READ

ANSWER CHOICES ONLY IF NEEDED)

1

2

88
98
99
M

=
=

a

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]
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Q29
ERMENBRERREHERSHBETRIAEZIFNREREFNER ? (READ
ANSWER CHOICES ONLY IF NEEDED)

1 =

2 S

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q30
ELNENEERBEAENRESIFNIEERERFK , ENEERREHAERSERAE

RAERYERHE ? (READ ANSWER CHOICES ONLY IF NEEDED)

=
=

1
2 =
88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q31
EBRE6EAR , ENENEERBRIEHERSHRBEENRATIHER D EZZDEY

AWRBEEF ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 e

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

EH

Q32
EBE6EAF , ENEBERRERUHERAEELHNRENRASIBPRS»EZZDEM/A

REEAWERE? (READ ANSWER CHOICES ONLY IF NEEDED)
1 =

2 )

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q33
£ 0 2 10 HEARTRTS , 0 REBENERR@AE 10 REBFHERRR
RitE  CRERR-ERTAELERRRRHETS 2

ENTER NUMBER: [0-10 VALID RANGE]

88 [NOT APPLICABLE]

98 <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q34 Intro
ETRNEERAEEVERRBEMENLENHENERS,

Q34
EBE6EATS  ENERFERHEENLZNRENESGFESENENTEHERE ?

TER -

1 xR
2 B
3 BE
4 2

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q35

EBEG6EAF , ENEBRRERUEN A ENBENEFESEUEEERANEER
BiFE 2888

1 S

2 B

3 BE

4 R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q36 Intro
ETRNEEREHALTZBE c HARSENBLESNEREE., ENBEREHANE
£ DHERIELE, BERNELE, FENBEURHMEREEAERBEENEL,

Q36

[PROVIDER NAME] 2E#}BE4 1% ? (READ ANSWER CHOICES ONLY IF NEEDED)
1 2 [GO TO Q40 Intro]

2 )

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q37
EBE6EAYF , AREGHENEREEWNZ ? (READ ANSWER CHOICES ONLY
IF NEEDED)

1 =

2 & [GO TO Q40 Intro]

88  [NOT APPLICABLE]

98  <DON'T KNOW> [GO TO Q40 Intro]

99 <REFUSED> [GO TO Q40 Intro]

M [MISSING]

Q38

EBE6EAF , BLERBZFV/VIERNELE?HBFEARAR -

1 S

2 B

3 BE

4 2

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q39
EBE6 AT  ARELZENENBLEFSEEERAELBETNEEEA ?

TwaiR

1 xR
2 B
3 BE
4 R

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q40 Intro
EXEREAREMENRRERE, FafBE6 BAPLTEBNMERRRERMEE,
BN AERE FEORE,

Q40
THREERSEERTEERBREIBENMAEELE. BELNHMEA, EBE6EAF,

BRNREERNEAARSIBETLAEMLSERAMER ? (READ ANSWER
CHOICES ONLY IF NEEDED)

1 =3
2 e

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q41
HBXZ6EAF , ENFEERNEMARETHBRERNENERRETE?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =)

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]
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Q42
EBEG6EAF , ZNREBRNEMAARETHKBENESRBEETE ? (READ
ANSWER CHOICES ONLY IF NEEDED)

1 3

2 S

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q43
EBECHEAT , REERNIMARSNEHBEEBNERER? (READ
ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =)

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

=

Q44
EBE6EAYH , BRERAIBEMERZ ? (READ ANSWER CHOICES ONLY IF
NEEDED)

1 =

2 i [GO TO Q46]

98  <DON'T KNOW> [GO TO Q46]

99 <REFUSED> [GO TO Q46]

M [MISSING]

Q45
EBE6EAH , ENREBERKNTAAREHKBENESEER ? (READ ANSWER
CHOICES ONLY IF NEEDED)

1 =

2 e

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q46
EBE6EAH , EREEKENTMUARESEELZETEE —RIFERIES. =E

RE® ? (READ ANSWER CHOICES ONLY IF NEEDED)
1

2

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

1

Q47
HiBE6EAF , ENRBERKNIMAREHKBEEZFREANIBIBINER ?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =)

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q48 Intro.
UTHEEREREERA  ELBAERKEDEMEESMEERERRNAL,

Q48
—imE , BUNAAENEBREZRTY ? E8R
TYES

RE

R

tei A

R=

<DON'T KNOW>

<REFUSED>
[MISSING]

Tgg U b w N R
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Q49

—RME , BNAKEHRBEENEEBERND ? 88R

1 W iE
2 RyF
3 Rt
4 =i A
5 RE

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q50

EBE12@AH , FERATEERNRENBELEEBEIHBERRBREMESE 3R
3R EWE? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 e

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q51

[GO TO Q52]

[GO TO Q52]
[GO TO Q52]

EERERBEEDVFET 3EAWKE ? (READ ANSWER CHOICES ONLY IF

NEEDED)

1 =3

2 =

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q52
CEUREEESRABERILNEY ?
NEEDED)

1 =

2 =

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

(READ ANSWER CHOICES ONLY IF

[GO TO Q54]

[GO TO Q54]
[GO TO Q54]

Centers for Medicare & Medicaid Services
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Q53
EEERANAEZELEFE I BANKER ? (READ ANSWER CHOICES ONLY IF

NEEDED)
1 =
2 B

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q54
EBE4BH  ZHEBRERNESVEHETEICHEREE
(BIMFFHBRPERE ) ? TEHEHR

1 a2 ant
2 KEB 5 R
3 B R

4 B

5 EERE

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q55
BHEHRZ K ? (READ ANSWER CHOICES ONLY IF NEEDED)
1 18 & 24 5%

25 F 34 5%
3 35 F 44 5%
4 45 & 54 5§
5 55 F 64 B
6 65 E 69 5%
7 T0E 74 5%
8 ICENLEY
9 80 £ 84 5%

10 85mE 85 I L
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

26 Centers for Medicare & Medicaid Services
CAHPS® Survey for ACOs Quality Assurance Guidelines Version 3



Q56
(INTERVIEWER: ASK ONLY IF NEEDED: £ BMHER LM ?)

1 B

2 i

98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q57
LERNRS2ERHEEERMTE? (READ ANSWER CHOICES ONLY IF
NEEDED)

1 8 FMHUT

2 Sl 43

3 SFEXHEEFZLEE (GED)

4 REBRXFMFHAEEN

5 PEFIKBRHE

6 U Hl KB L L

98  <DON'T KNOW>

99  <REFUSED>
M [MISSING]

Q58
BHRERBZIH 2 EE8R -
1 FEH

2 T8

3 RAREF

4 — Bt

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q59
BERERRBZNANESHE? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =& [GO TO Q61]
98  <DON'T KNOW> [GO TO Q61]
99  <REFUSED> [GO TO Q61]

M [MISSING]
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Q60
BHEREREWETES ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 Cich Y &

2 E25¢

3 BRSEEE

4 BEE

5 HE X

6 HeEHMFE S [SPECIFY]

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q61
CRAEESEREE BB ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =)

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q62
BRELXPAREBRERIEE , IEBREL—K?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =

98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q63
LRERASE. SHRERAFENEIMBHEE L, BEIMERE ?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]
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Q64
BEERSICEESHREERERH® ? (READ ANSWER CHOICES ONLY IF

NEEDED)
1 =
2 B

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q65
BEZRBREARTEAREERE ? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 e

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q66
LRERASHE. SHNEEAENFEAMBUERNALNE , fINEEELEY ?
(READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =

98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q67
BRAEREDS, NTERERWTMESE 2 (READ ANSWER CHOICES ONLY IF
NEEDED)

1 =, elET , NTHEIEETA

2 B, TREES , N THERAMITA [GO TO Q69 Intro]

98  <DON'T KNOW> [GO TO Q69 Intro]

99 <REFUSED> [GO TO Q69 Intro]

M [MISSING]
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Q68
UTH—HERFEENEEER 2?8258 -
1 EFETA. EFEBEA. FFEA
2 REREA

3 HTEA

4 HtbFEES. AT SHAIT MR

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q69 Intro
REZBERENNEE, HRSEER , FRENSURCHERIRNEKR, BRLERBR
BRATBERNEZEERNERT.

(IF THE RESPONDENT WANTS TO KNOW WHY YOU ARE ASKING WHAT RACE
THEY ARE, SAY: "&fABRHNELRR A B NN BRARMRFBI A"

Q69a
={¥RB A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =

98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q69b
(RIR) BATIEFEE A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =3

2 =

98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

30 Centers for Medicare & Medicaid Services
CAHPS® Survey for ACOs Quality Assurance Guidelines Version 3



Q69c
(RAR) XBENEZ ASPHIHT iR {F K? (READ ANSWER CHOICES ONLY IF
NEEDED)

1 =

2 &

98  <DON'T KNOW>
99  <REFUSED>
M [MISSING]

Q69d
(R#R) B2l A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 B [GO TO Q69¢e]
98  <DON'T KNOW> [GO TO Q69¢]
99  <REFUSED> [GO TO Q69¢]
M [MISSING]

Q69d1

(=1R) ENE A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 B

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q69d2
(R4#R) # A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =3

2 e

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Centers for Medicare & Medicaid Services
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Q69d3
(RR) FEEE A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =)

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q69d4
(RR) BA&A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 e

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q69d5
(—IR) #E A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q69d6
(R#R) #ir A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 =

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

32

Centers for Medicare & Medicaid Services
CAHPS® Survey for ACOs Quality Assurance Guidelines Version 3



Q69d7
(=—1R)
1

2

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

ftbZEE? (READ ANSWER CHOICES ONLY IF NEEDED)

fn

7|

Q69e
(RIR) ERREFERFIAFFER? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 & [GO TO Q70]
98  <DON'T KNOW> [GO TO Q70]
99 <REFUSED> [GO TO Q70]
M [MISSING]
Q69el
(RIR) ERREFER ? (READ ANSWER CHOICES ONLY IF NEEDED)
1 =
2 B

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q69e2
(—IR) BE ASHEERE A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =3

2 e

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]
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Q70

Q69e3
(R 4R) BEE L= A? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 S

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

Q69e4
(RIR) Htt A F¥EK? (READ ANSWER CHOICES ONLY IF NEEDED)

1 =

2 e

88  [NOT APPLICABLE]
98  <DON'T KNOW>
99  <REFUSED>

M [MISSING]

<INTERVIEWER CODE: DID SOMEONE HELP THE SAMPLED PERSON TO
COMPLETE THE INTERVIEW?>

1
2
98
99
M

Q71a

YES

NO [GO TO END]
<DON'T KNOW> [GO TO END]
<REFUSED> [GO TO END]
[MISSING]

<HOW DID THAT PERSON HELP? MARK ONE OR MORE.>
<READ THE QUESTIONS TO SAMPLED PERSON>

1
2
88
98
99
M

YES

NO

[NOT APPLICABLE]
<DON'T KNOW>
<REFUSED>
[MISSING]
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Q71b

<REPEATED THE ANSWERS SAMPLED PERSON GAVE>
1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

Q71c

<ANSWERED THE QUESTIONS FOR SAMPLED PERSON>
1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

Q71d

<TRANSLATED THE QUESTIONS INTO SAMPLED PERSON’S LANGUAGE>
1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

Q71e

<HELPED IN SOME OTHER WAY>
1 YES

2 NO

88  [NOT APPLICABLE]

98  <DON'T KNOW>

99  <REFUSED>

M [MISSING]

END. ALRREMEEREHNEE, HHHEmMm=Sm,

Centers for Medicare & Medicaid Services
CAHPS® Survey for ACOs Quality Assurance Guidelines Version 3

35



36

Centers for Medicare & Medicaid Services
CAHPS® Survey for ACOs Quality Assurance Guidelines Version 3



